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DELIGHT YOUR CUSTOMERS

Getting through the Maze of Motivation
When was the last time you felt truly energised and enthusiastic about something? 

What are the things that you do that get you fired up and motivated? 
If you’re anything like most other people, you may struggle to answer these, and most of you will probably think about  

something that happens outside work – your favourite hobby or pastime, or your relationships with other people.

In this series of Supermarket & Retailer’s 
articles, we share stories of what some 
organisations and managers have done to 
motivate and inspire their teams. We give you 
practical ideas of what you can do to create 
the most amazing, customer-driven company 
in the world.

We are coming to the end of our journey in 
the series on how to make people on your 

team able, willing and allowed to delight your 
customers. 
A quick recap: We have discussed the importance 

of the actions you can take in “The 10Es,” including: 
enlist the right people with the right attitude, 
engage with them, explain why things happen, 
clarify expectations of exactly what you want to 

see, educate and train, empower them to make 
decisions and to act to delight customers, create 
an entrepreneurial mindset by getting them to 
think like it was their own business, and, underlying 
everything, to openly display empathy for what 
it’s like for them.

In this column, we finish off the series by 
looking at motivation, and how you can 
create energy, enthusiasm and excitement 
for people on your team. I won’t repeat any 
of the lessons we’ve covered so far, such as 
when people understand the “why” they will 
be more focused, for example. Neither will 
we discuss the literally hundreds of theories 
of motivation that have been described in 
thousands of textbooks. And as for the debates 
about working conditions like a nice canteen 
and a crèche – well, that’s for another time. 
Instead, I want to summarise by saying that … 

I don’t know anyone  
that isn’t motivated by a sense  

of achievement. 

No matter what the context, people love to be 
able to say “Mission Accomplished.” Does that 
mean that more money motivates people? 
It’s complicated, and we don’t really know for 
sure, because, on the one hand, people who are 
comfortable and earn more and more money 
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don’t report that they are more highly motivated. 
Yes, money does buy us all those lovely goodies 
that bring us pleasure – in the short term. But 
the key here is that most material things are only 
short-lived in their ability to give us a true sense of 
achievement.

On the other hand, a lack of money does bring 
hardship and misery. Imagine if you have to wake 
up at four every morning to catch public transport 
to be at work by 8:00 am, and then physically 
work hard until it comes time to go through the 
whole process in reverse again. And you know that 
when you get home you have to face a whole 
lot of chores because you can’t afford to buy 
a dishwasher or hire someone to help you. It erodes 
our self-esteem, and makes our life much harder.
We also know that it’s always the little things at 

work that make such a difference to motivation. 
It’s the small things that irritate us and our 
customers. For example, I was recently in a 
company where the CEO banned all cell phones 

at all hours at work for all reasons. In the greater 
scheme of things, if you don’t check your social 
media for a few hours, it really won’t end the 
world, but treating people like children had a very 
negative effect. He would have been better off by 
asking people to use their best judgement and to 
not spend excessive time on phones, but especially 
when they had to deal with customers.
But by far the most important ideas for getting 

people fired up are also small things – little 
moments of magic, little surprises – that make 
people want to do well. There’s a wonderful little 
experiment that has been repeated hundreds of 
times all over the world, with amazing results. 
As the whole team of people came into work one 
morning, they were asked for ten seconds to rate 
their level of happiness on a scale from 1, (very 
miserable,) to 10, (couldn’t be better!). 

During the day, the manager 
would randomly place 
a R2 coin in a place where 
people could find it easily. The 
researchers noted who did 

find the coin, and who didn’t, 
and at the end of the day they were 

asked once again to rate how happy they were. 
The results were incredibly different. Those who 

found the R2 coin expressed significantly higher 
levels of happiness. For a measly little R2! 
How can this be? It’s not the value that was 

important – it was the fact that they had 
experienced just a little bit of good luck that 
changed their whole demeanour.

All the companies that sell us products that are 
addictive understand this. Casinos and porn sites, 
cigarette and sweet manufacturers, computer game 
developers, (Candy Crush and Fortnite are great 
examples,) even social media giants all get this. 

When we get a short and sharp  
dose of dopamine in our brain  
from ‘winning’ something or  

getting some good feeling, we want  
to repeat this rush over and over again. 

Your priority is to get people on your team to 
crave these happy chemicals, and to have highly-
addictive employee experiences that they will want 
to binge on, and talk to others about.
Sometimes it’s a big ego boost that comes from 

the feeling of being the best, (such as winning 
awards, or graduating from somewhere, or from 
receiving recognition for a heroic act.) So we find 
that the best-selling apps, games and products are 
designed to fulfil our deepest desires as humans 
– glory, praise, respect, acknowledgement and 
achievement. So your recognition, reward and 
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celebration ‘system’ needs to be in place to make 
sure that this happens on a fairly regular basis. 
It should be clear and achievable, and, of course, 
fair. There is nothing that will kill your credibility 
quicker than if you are accused of favouritism.
The rewards don’t have to be valuable: they can 

be simple scribbled notes of thanks, little fun 
trophies or spot prizes that are passed around, 
a ‘Wall of Fame’ where people’s photographs 
appear, articles in the company newsletter, 
speeches made to praise them, special gestures 
like ‘high-fives’, and so on. 
There are literally hundreds of possibilities, but 

there have to be regular and constant wins built 
into your management of people. 
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What is your equivalent of ‘Likes’? You don’t 
have to compete with Facebook, Instagram and 
Candy Crush.
Instead, you have to create a game where your 

staff – and customers – can win. Build their 
confidence, motivation and positive emotions 
through small easy wins and constant positive 
feedback that gradually escalates into big results, 
and they will give you their hearts. 
And, just like in most addictive events, if 

they feel a bit confused or nervous or frustrated, 
help them by giving them a nudge in the right 
direction. It’s the simplest and surest way to 
have a successful team in today’s attention 
economy.
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